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Abstract 
Conflict is inevitable in teams. Unresolved conflict can lead to destructive consequences. 
Project managers must implement available conflict resolution strategies to resolve conflict 
within teams. A positive impact can be achieved through the implementation of appropriate 
conflict resolution strategies. Managed conflict within teams improves performance and 
productivity in a project. 
The research problem was the existence of conflict within teams, which impacted negatively 
on project performance. Conflict is a result of contradicting interests and disagreements within 
teams. The existence of unresolved conflict shifts attention away from the main purpose of 
teams. It creates an unpleasant experience for project managers, who must deal with conflict 
management. 
This research investigated conflict resolution strategies that are available to resolve conflict in 
teams. Acceptable levels of conflict enable a team to perform and fulfil its purpose. It is 
important for project managers to identify conflict and apply resolutions with a positive impact. 
The impact of conflict resolution strategies must improve team performance and productivity.  
Five conflict resolution strategies were identified: confronting, collaborating, compromising, 
avoiding and dominating. Strategies associated with cooperative style strategies have a positive 
impact in resolving conflict in teams. Cooperative style strategies, which include confronting, 
collaborating and compromising, encourage effective teamwork, maintain relationships and 
allow for inclusive communication within a team.  
The literature review supported the cooperative style strategies that have a positive impact on 
improving performance and productivity. A department dealing with projects in two state-
owned organisations, was part of the research study. A quantitative approach was taken. A five-
point Likert scale was used for the questions in the research questionnaire. 
The data collected proved that cooperative style strategies were indeed the preferred strategies 
to resolve conflict. Project managers experienced a positive impact when they implemented a 
cooperative style strategy to resolve conflict. A positive impact improved performance and the 
productivity of teams
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Chapter 1:  Research introduction 
1.1 Research background 
Project managers within project-based organisations are exposed to diverse teams that 
contribute to the success of projects. Diverse teams can be beneficial or detrimental to project 
managers to achieve successful projects (Johari, Morni & Bohari, 2013; Yusuf & Pretorius, 
2016). Challenges, such as conflict, can be detrimental to successfully managing the project. 
In the project environment, conflicts are inevitable and can tear down a team (Guand, 2007). 
Conflict is disagreements that cause tension between two or more individuals . Hence, conflict 
can lead to problems in the project environment (Musonye, 2014).    
Miller, Balapuria and Sesay (2015) and Yusuf and Pretorious (2017) recognised conflict in 
diverse teams to be a normal occurrence during the execution of projects. The realisation of 
conflict presents itself within diverse teams that are instructed to perform goal-driven tasks. 
Thus, project managers must be competent to deal with conflict.  
In the process of dealing with conflict, conflict management becomes crucial if in existence in 
projects. Mdontsane, Nel and Marnewick (2017) contributed that to resolve conflict it must be 
a part of project management. Pinto and Kharbanda (1995); Johari et al. (2013); and Madalina 
(2015) acknowledged that conflict management is a process that eliminates circumstances 
leading to fragile relationships and a reduction in team performance. 
Several strategies and outcomes outlined by various researchers on conflict management were 
explored and discussed throughout the literature review. This research explored strategies 
available to project managers and how these strategies impacted project performance. 
1.2 Problem statement 
Conflict existing in teams contributes to elements that affect the execution of a project. 
Sudhakar (2015) suggested that conflict in project-based organisations influences the execution 
of projects in a positive or negative way. In any project, conflict that is not managed and 
resolved, leads to negative consequences. Cooper (2003), Ohbuchi and Suzuki (2003), Vokić 
and Sontor (2009) and Sudhakar (2015) described destructive conflict in teams as 
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disagreements caused by the contradiction of interests due to communication breakdowns. 
Disagreements lead to negative experiences for project managers and teams. If resolved in an 
appropriate manner, conflict can improve the effectiveness of the team.  
Conflict needs to be addressed appropriately by the project managers to yield a positive 
outcome. There are various conflict resolution strategies available to project managers to deal 
with conflict within teams. Resolution strategies will differ in degree and impact in resolving 
conflict in projects.  
This research examined conflict resolution strategies which were available to resolve 
conflict within teams. 
1.3 Research objective 
The objective of this research was to determine the strategies available to project managers to 
resolve conflict in teams and the impact of conflict resolution strategies on project 
performance.  
1.4 Research question 
The research questions to solve the problem statement of this research were: 
• What conflict resolution strategies are available to project managers? 
• How do conflict resolution strategies impact project performance? 
1.5 Research design 
A research design is identified as an approach to a research topic (Greener, 2008). In this 
research design, a quantitative research approach was utilised to collect data to answer the 
research questions. The quantitative research approach was discussed in the research 
methodology section. 
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1.5.1 Literature review 
A literature review was conducted to answer the research questions by studying journals, 
textbooks and past dissertations on these topics: team development stages, conflict 
management and project management. 
1.5.2 Data collection 
Data collection was achieved using questionnaires sent to project managers and team members 
of various project-based organisations. The questionnaire, which was based on the literature 
review, provided answers to the two research questions. 
1.5.3 Limitations 
The limitations were the availability of project managers, who were willing to share their 
career-based information. Organisations have policies that guide the sharing of information to 
third parties; therefore, that presented a challenge to my research strategy. 
1.5.4 Outline of chapters 
The research study comprised five chapters. Chapter 1 deals with the introduction to the 
research background. The literature review is presented in Chapter 2. The research 
methodology is discussed in Chapter 3. The data collection and analysis results are provided in 
Chapter 4. Chapter 5 deals with the research discussion and recommendations. 
1.6 Conclusion 
Conflict is unavoidable in a project environment; thus, project managers must implement 
strategies to resolve conflict. Dysfunctional conflict in teams contributes to the reduction of 
team productivity if not resolved by project managers. The literature on project and conflict 
management provides strategies for resolving such conflict and how each strategy impacts the 
performance of teams. 
This researcher studied conflict, which existed in teams and explored conflict resolution 
strategies available to project managers.  
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Chapter 2:  Literature review 
2.1 Introduction 
Project managers accommodate the interests of diverse teams while acknowledging different 
perceptions and conflict occurrences in projects. The collaboration between diverse teams is 
critical in managing and achieving project goals; thus, conflict management is an important 
function of project management (Prieto-Remón, Cobo-Benita & Ortiz-Marcos, 2015; 
Humphrey, Aime & Cushenbery, 2017; O’Neill & McLarnon, 2017). 
A project has a defined scope including resources, with a start and end period to accomplish a 
specific goal (Pinto & Kharbanda, 1995; Thobejane, Lester & O’Neill, 2017). A project 
manager is defined as an individual that develops project timelines, supervises project materials 
and resources, manages the project risk to accomplish a project goal, and leads projects to 
completion (Thobejane et al., 2017; Project Management Institute, 2018). 
During the lifecycle of projects, project managers apply tools, knowledge, techniques and skills 
to lead teams to achieve the project goals (Pinto & Kharbanda, 1995). These project teams are 
trained using the development stages to be effective as a team. Only effective teams will 
accomplish their given project objectives and goals (Bonebright, 2010; Matthews & Mclees, 
2015; Ulrich & Crider, 2017). 
In project management, a minimum of 20% of productivity time is spent dealing with conflict 
in teams (Pinto & Kharbanda, 1995; Miller et al., 2015; Sudhakar, 2015). Conflict is understood 
to be an unavoidable phenomenon in teams, which is caused by the contradiction of interests 
(Cooper, 2003; Yousry, El-Halwany & Shiha, 2014). According to Bonebright (2010), the 
occurrence of conflict begins in Tuckman’s second stage of the team development model.  
Conflict can be either positive or negative to teams and projects. Sudhakar (2015) described 
conflict as a scenario that is negative to projects; on the other hand. conflict can improve the 
interaction and performance in projects. Sudhakar (2015) stated that the escalation of conflict 
in projects may result in an increase of expenses and delays; thus, conflict is disadvantageous 
for projects. According to Ohbuchi and Suzuki (2003) and Miller et al. (2015), most conflict 
in projects arises from disagreements amongst team members. This leads to a division within 
the teams, which is not ideal for project managers (Ohbuchi & Suzuki, 2003; Miller et al, 2015). 
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Özkalp, Sungur and Ayşe Özdemir (2009) suggested that appointed project managers must be 
equipped with conflict management strategies to assist them to deal with conflict in project 
teams. Project managers, who encourage a cooperative environment, benefit from improved 
teamwork (Pinto & Kharbanda, 1995; O’Neill & McLarnon, 2017). This is the reason Ohbuchi 
and Suzuki (2003) emphasised the implementation of cooperative strategies that lead to 
positive outcomes once conflict is resolved and there is integration in teams. 
According to Özkalp et al. (2009), cooperative strategies utilised integrating methods to deal 
with differences in teams. Furthermore, they described cooperative strategies as a constructive 
manner in finding a solution that is acceptable to all team members involved in a conflict 
situation.  
When tolerance amongst team members increases, it allows for the improvement of interaction 
and information sharing. Ohbuchi and Suzuki (2003) described the implementation of 
cooperative strategies as a technique that encourages mutual understanding amongst team 
members. These authors, Ohbuchi and Suzuki (2003), Northam (2009) and Miller et al. (2015), 
stated that communication contributes to cooperative strategies in finding a solution during 
conflict resolution. and encourages a better interaction in a project environment.  
Conflict can be destructive or constructive to projects and teams. Johari et al. (2013) described 
conflict as a phenomenon that is negative or positive for the performance of teams. Many 
studies conclude that conflict affects team performance and may lead to a destructive impact 
on a project (Jehn, Rispens & Thatcher, 2012; Miller et al., 2015). Conflict that arises in teams 
must be properly managed and resolved. This is the reason Mdontsane et al. (2017) perceived 
conflict management as an important application in project management. 
When there is conflict present in teams, conflict management needs to be implemented. 
Conflict can emerge during the development stages of a project team. During these 
development stages, the team members need to establish relationships and mutual 
understanding to accomplish a given task. Conflict can arise when there are different 
contradicting views of the given task. The next section deals with the development stages that 
teams experience in project-based organisations. 
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2.2 The development stages of effective teams  
In project-based organisations, teams contribute their knowledge, experience and skills to 
achieve project goals. A feature that enables teams to be effective and successful is the diversity 
of characteristics found amongst the members. As shown in Figure 2.1, the characteristics for 
an effective team are creativity, knowledge, understanding, tolerance, motivation and 
commitment. Teams that have these characteristics improve the performance and execution of 
project tasks. Ulrich and Crider (2017) pointed out that teams have an important role in 
maximising productivity and optimising resources. 
 
Figure 2.1: Characteristics found in diverse teams 
Source (Jehn, 2001) 
A project team exists to execute and accomplish a given task that is aimed in achieving a goal. 
Teams need to work towards a single common goal to be successful (Matthews & Mclees, 
2015). Thus, team members must have a mutual understanding of a given task. Huang (2012) 
stated that a team must collaborate and share information to be effective. Knowledge and skills 
must be shared and integrated in achieving a given task. Cosmina-Simona, Malgorzata and 
Malgorzata (2017) added that expertise, experience and knowledge found in teams is another 
necessity in the successful implementation of projects. An individual’s actions within the team 
have an impact on the performance and execution of a given task. Thus, each member’s 
independent actions contribute to achieving a common goal (Salas, Shuffler & Thayer, 2015; 
O’Neill & McLarnon, 2017). 
Improved 
Performance
Characterictics of 
diverse project team
Creativity
Knowledge
Motivation
Understanding
Tolerance
Commitment
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Individuals must develop a healthy relationship and teamwork amongst team members, which 
will contribute to the performance and effectiveness of a team. As mentioned by Cosmina-
Simona et al. (2017) the development of trust, effective communication, conflict management, 
collective problem solving and decision making will influence the performance in teams. A 
team must develop teamwork techniques that include trust, communication and cooperation 
amongst members to be effective in implementing project goals. Only effective teams achieve 
creative, unique and efficient methods to tackle strategic problems (Matthews & Mclees, 2015).  
Teamwork is a crucial role in executing and accomplishing project goals. Salas et al. (2015) 
described teamwork as a mechanism that facilitates the execution of a task. A committed team 
goes through various maturing stages of development to achieve teamwork. As stated by 
Cosmina-Simona et al. (2017), teamwork is a flexible, changing and irregular process that 
encompasses the behaviour, feelings and thoughts of team members. 
Teamwork improves with the maturing of the team when the development stages are effective. 
According to Thomas, Jacques and Adams. (2008), teams go through the development stages 
known as forming, storming, norming and performing. A fifth stage known as adjourning, is 
mentioned by Bonebright (2010) in his historical review of Tuckman’s model of small group 
development. The duty of a project manager is to ensure that the team members are familiarised 
with these development stages to achieve team performance. Project managers need to observe 
the development stages of teams to gain any benefits of team performance and to achieve the 
project objectives (Cosmina-Simona et al., 2017).  
Figure 2.2 illustrates how a team moves through the development stages to achieve the 
performance of the team. 
 
Figure 2.2: Illustrating the path of a maturing diverse team. 
Source (Bonebright, 2010; O’Neill & McLarnon, 2017; Cosmina-Simona et al., 2017) 
Diverse team 
members
• Diverse characteristics
• Diverse personalities
Group Development stages
• Forming
• Storming
• Norming
• Performing
• Adjourning
Performance
• Teamwork
• Effective communication
• Cooperation
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For a team to perform, it must establish a healthy relationship, teamwork and mutual 
understanding amongst members. An effective team goes through the various development 
stages; thus, techniques implemented in the different development stages require mutual 
understanding and teamwork to improve performance and effectiveness (Matthews & Mclees, 
2015). It is only an effective team that can accomplish a successful project goal. Each team 
goes through these development stages as described above and further illustrated in Figure 2.3.  
 
Figure 2.3: Tuckman group development stages 
Source (Thomas et al., 2008; Bonebright, 2010) 
2.2.1 Forming 
As seen in Figure 2.3, the forming stage is the initial one in team development. In the ‘Testing 
and dependence’ stage of Tuckman’s model (Bonebright, 2010), a team is identified and given 
a task to execute. Individuals with different characteristics and personalities are grouped into 
Forming
•Team is identified
•Tasks are given
Storming
•True personalities and characterisctics are revealed
•Contradicitng views and interests are developed
•Disagreements occur
•Conflict is developed
•Team focus is diverted towards conflict
Norming
•Conflict management strategies are implemented
•Conflict is resolved to moderate levels
•Team focus is task-driven
•Constructive conflict improves teamwork
Performing
•Team is effective
•Perfomance has improved
•Team effort is aimed at successfully completing the project
Adjourning
•Project is succesfully completed
•Team is dismantled
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one team and given a common goal to execute (Matthews & Mclees, 2015). In the forming 
stage a team sets out to discover its purpose in the project, as they do not have a clear vision 
nor understanding of the project objectives and goals (Cosmina-Simona et al., 2017). 
The project managers and the team members should not experience conflict in the forming 
stage. The team members are still reserved and respectful of each other, avoiding any 
interaction that may escalate to conflict. In the forming stages of team development (Figure 
2.3) teams have a positive attitude towards each other and avoid incidents that might escalate 
to conflict (Cosmina-Simona et al., 2017). 
The team members and project managers need to interact and develop relationships amongst 
themselves, identify project objectives and any constraints as prescribed by management. They 
need to interpret the project goal and develop guidelines that the team members will adhere to 
during the execution of the project (Thomas et al., 2008). 
2.2.2 Storming 
In the storming stage, members develop contradicting views and interests about the purpose of 
the team. Each member has a different opinion and idea on how the given task should be 
executed. It is a stage in which conflict and disagreement occurs amongst team members, which 
leads to intergroup conflict (Bonebright, 2010; Fulk, Bell & Bodie, 2011). Personalities and 
characteristics clash causing frustration amongst members, which leads to instability within the 
team. It is in this stage that frustration and confusion of the roles and expectations surface 
amongst the team members (Matthews & Mclees, 2015; Ulrich & Crider, 2017).  
There are individuals who ignore others’ views and opinions to achieve their own interests by 
diverting the team’s purpose. Individual team members will attempt to influence the 
responsibilities of the team (Ulrich & Crider, 2017). A diversity of characteristics and 
personalities in the team escalate disagreements and cause conflict. According to Fulk et al. 
(2011), contradicting priorities, ideas and execution styles are the causes of conflict during the 
storming stage.  
An emotional response to change is unavoidable and is a result of conflict in teams during the 
storming stages. As stated by Bonebright (2010), members will respond emotionally to changes 
occurring in the team. In this stage, a team has a high possibility of dismantling before 
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commencing with the given task. Fulk et al. (2011) suggested that tactics to make conflict 
constructive and avoidable must be implemented during the storming stage. In other words, a 
project manager must utilise available strategies to assist the team in dealing with the inevitable 
conflict. 
2.2.3 Norming 
In this maturing stage, the teams have developed a healthy relationship; teamwork, tolerance 
and better understanding of each other. Bonebright (2010) and Matthews and Mclees (2015) 
stated that when the project goals and objectives are acceptable to the team, tolerance is 
established amongst team members. The project manager uses conflict management and 
project management techniques that assist the team through the methods of resolving conflict 
occurring during the storming stage. Conflict management has resulted in positive outcomes 
allowing the team, together with the project manager, to refine the purpose of the team (Fulk 
et al., 2011; Matthews & Mclees, 2015). Ulrich and Crider (2017) added that conflict is reduced 
to an acceptable level in the norming stage. The members focus on the purpose of the team and 
teamwork performance is improved. 
2.2.4 Performing 
Teamwork improves team performance. In the performing stage, the group is fully task-
oriented towards achieving a common goal (Bonebright, 2010; Ulrich & Crider, 2017). 
According to Rickards and Moger (2000), the team effort is aimed at executing and completing 
the team’s task. Information sharing is practised amongst the members to ensure that the team 
accomplishes the project goal. Matthews and Mclees (2015) indicated that effective 
communication skills are implemented to improve teamwork, collaboration and productivity. 
2.2.5 Adjourning 
This is the final stage of team development. The team has achieved their objectives and 
accomplished the project goal. Team membership reaches a termination period in the 
adjourning stage (Rickards & Moger, 2000). 
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In all the development stages of a team as seen in Figure 2.3, the project manager is confronted 
by team demands and needs. The idea is to address the ‘intrapersonal and interpersonal needs’ 
before a team can be effective (Rickards & Moger, 2000). The most important features of an 
effective team are collaboration, knowledge sharing and mutual understanding of a common 
goal. Conflict that is present and not managed in a team, substitutes these features and causes 
the team not to perform. 
The major occurrence that a project manager must address in the teams, is conflict. According 
to Cassidy (2007:415), the project manager has to consider the ‘individuals, group, purpose 
and work’ related needs of the team during the development stages. A major concern in all the 
development stages is conflict. (Cassidy, 2007). A project manager that ignores conflict cannot 
avoid the consequences of dismantling a team while working on a project. Such consequences 
may be disastrous to the team’s performance and the successful completion of a project. 
2.3 Impact of conflict on team performance 
Conflict in teams is unavoidable in an environment where contradicting interests and 
competition amongst members is present. Conflict is inevitable and may lead to disastrous or 
destructive consequences to a team’s performance (Cooper, 2003; Yousry et al., 2014; Lee, Lin 
& Huang, 2015; Prieto-Remón et al., 2015; Khan, Iqbal & Hussainy, 2016). In the storming 
stage, the possibility that a team is dismantled is inescapable when there is no intervention to 
resolve the conflict. This statement is supported by statistical results analysed by Jehn et al. 
(2012) of 30 academic works that describe conflict having a negative influence on team 
performance. 
A combination of circumstances may lead to a contradiction of interests in a team. The 
contradiction of interests is the result of inadequate resources in projects, individual differences 
in belief and moral values, communication breakdown, lack of coordinating techniques and 
differences in perceptions (Vokić & Sontor, 2009; Khan & Junaid, 2013). Circumstances such 
as a communication breakdown amongst members has an impact on information sharing that 
leads to a team not performing. Huang (2012) stated that effective teams require an 
environment that allows cooperation and information sharing amongst members for them to 
perform effectively. Team members need to have a similar understanding and agreement of the 
instruction towards a common goal. 
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A contradiction of interests amongst members leads to disagreements in the team. These 
disagreements lead to conflict that takes attention away from the main purpose of the team. 
Conflict can impact the functionality and internal operation of teams causing instability and 
disruption to the team performance and productivity (Lee et al., 2015; McKenzie, 2015). The 
team becomes unruly and emotions start to rise, stalling the execution of the project goal. 
According to Jehn et al. (2012), conflict has the potential to increase absenteeism of team 
members. Occurrences of such conflict cause anxiety, uncertainty, dissatisfaction, pessimism, 
detachment and hatred amongst team members, which harms the team’s performance and any 
innovation (O’Neill & McLarnon, 2017).  
This conflict is either caused by task-related or relationship-related issues, as illustrated in 
Figure 2.4 (Lee et al., 2015). Task-related conflict is caused by disagreements on views and 
opinions of a given task. These disagreements can be constructive to the performance of the 
team if managed correctly. Task conflict encourages members to voice their opinions, clarify 
concepts and generate decisions, which impact the team’s performance positively (Lee et al., 
2015; Mdontsane et al., 2017). 
 
Figure 2.4: Conflict found in teams  
Sources (Madalina, 2015; Sudhakar, 2015; Mdontsane et al., 2017; Thobejane et al., 2017) 
Differences in the personality and characteristics of individuals causes relationship-related 
conflict in teams. Such conflict directs attention away from the team’s purpose. Relationship 
conflicts are caused by interpersonal opposition between members that shift the focus from 
dealing with the task at hand to entertaining relationship issues (Lee et al., 2015). Relationship-
related conflict harms the team and project performance as the priority moves from task to 
relationship issues. Relationship conflict results in tarnished relationships, weakened 
interactions, poor decision-making and a reduced performance (Lee et al., 2015). 
Team Conflict
Task Conflict Task-related Issues
Relationship Conflict Relationship-related issues
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Strategies to deal with conflict are available to project managers. Conflict is unavoidable in a 
real environment even in an effective team; therefore, the solution is to keep conflict at 
acceptable levels as it is impossible to eliminate. An acceptable level of conflict may encourage 
better performance but conflict that is uncontrolled is destined to reduce the team’s 
performance (Sudhakar, 2015). A project manager must be able to identify the types of conflict 
and their differences to be able to apply conflict resolution effectively. This includes task 
conflict, relationship conflict or any other frictional interaction defined as conflict. 
2.4 Types of conflict in teams 
The types of conflict found in teams are task-related and relationship-related as illustrated in 
Figure 2.4. (Madalina, 2015). Furthermore, conflict can be defined as constructive or 
destructive that leads to a positive or negative impact on the team’s performance. Project 
managers deal with different types of conflict in projects that can be categorised into cognitive 
conflict and affective conflict (Madalina, 2015; Sudhakar, 2015; Mdontsane et al., 2017). A 
task-oriented disagreement is caused by differences in decision-making that leads to cognitive 
conflict. A relationship breakdown is caused by personality and characteristic differences in 
team members that lead to effective conflicts. A disagreement about a task can be the cause of 
cognitive conflict while differences in characters and personalities can be the cause of effective 
conflict, also described as substantive conflict. (Sudhakar, 2015; Mdontsane et al., 2017; Wu, 
Liu & Zhao, 2017).  
Table 2.1 summarises the definition of task-oriented conflict and relationship-oriented conflict: 
Table 2.1: Relationship between types of team conflict, reasons and consequential 
reaction  
Source (Madalina, 2015; Sudhakar, 2015; Wu et al., 2017) 
Types of team conflict Reason Consequential reaction 
Task-oriented 
(cognitive) 
Individuals in a team disagree on a 
given task  
Positive towards team 
performance 
Relationship-oriented 
(effective) 
Relationship breakdown caused by 
differences in characteristics 
Negative towards team 
performance 
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Furthermore, conflict can be either dysfunctional conflict, which is destructive to the team, and 
project or functional conflict, which impacts the project positively and encourages 
improvement within the team (Johari et al., 2013; Sudhakar, 2015; O’Neill & McLarnon, 
2017). A functional conflict enables a team to brainstorm, discuss and establish a solution for 
a task or a project problem. The result of functional conflict encourages innovation, creativity, 
clarification, tolerance and development within diverse teams (Johari et al., 2013; Mdontsane 
et al., 2017) to resolve a problem and improve performance. 
In contrast to functional conflict, dysfunctional conflict diverts the members from the team’s 
purpose and reduces performance. Dysfunctional conflict has a negative impact on 
performance, demoralises the team and causes emotions to rise (Johari et al., 2013). This type 
of conflict, according to Johari et al. (2013), escalates negative energy within teams. Such 
conflict leads to relationship and communication breakdown that causes the team to shift focus, 
dismantle and stall the execution of the project. 
When parties are involved in conflict, the boundaries and rules of a team are factors that give 
a definition and structure to the types of conflict. There are three common types of conflict 
determined by boundaries and rules in a team as discussed below: interpersonal, intrapersonal 
and intragroup.   
2.4.1 Interpersonal conflicts  
These types of conflict are caused by disagreements or friction between two individuals, which 
are a reflection of differences and negative emotions (Madalina, 2015; Sudhakar, 2015). 
Interpersonal conflict is considered to be a quarrel amongst individuals in a team (Yousry et 
al., 2014). 
2.4.2 Intrapersonal conflicts  
This is a psychological type of conflict within an individual’s thoughts, morals, principles and 
emotions (Madalina, 2015). Cox (2003:154) defined intrapersonal conflict as an ‘…internal 
struggle to clarify contradicting values’ within an individual. Such conflict occurs when an 
individual’s expectations of a team is misaligned with the team’s expectations (Cox, 2003). 
Therefore, intrapersonal conflict may lead to interpersonal conflict and intragroup conflict. 
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2.4.3 Intragroup conflicts 
These types of conflict are caused by competition, incompatibilities and misunderstandings 
within a team or teams forming part of a project or organisation (Madalina, 2015). This can 
include individuals within a group or team, who have different opinions and beliefs without a 
common mutual understanding and tolerance (Yousry et al., 2014). 
Table 2.2: Definition and scenarios of conflict categories 
Source (Cox, 2003; Yousry et al., 2014; Madalina, 2015) 
Conflict categories Definition Scenarios 
Interpersonal conflicts 
Disagreement amongst two 
individuals 
Two individuals with 
contradicting views and interest 
Intrapersonal conflicts 
Psychological disagreement 
within an individual 
An individual with internal views 
and interests that are 
contradicting 
Intragroup conflicts 
Disagreement amongst 
group members 
Members in a team with 
contradicting views and interests 
 
According to Cox (2003), these types of conflict contribute either negatively or positively to 
team performance. Therefore, conflict strategies are available for project managers to deal with 
conflict. Relationship and task conflict occur in teams during the storming stage and continue 
throughout the development stages. A project manager must work on implementing conflict 
resolution methods to keep conflict at acceptable levels. Acceptable levels of conflict allow the 
team to fulfil its purpose and perform the given task. 
2.5 Strategies available to resolve conflict in a team 
In resolving conflict to acceptable levels and allowing the team to perform, project managers 
need to implement suitable conflict resolutions. Project managers must implement the correct 
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strategies in resolving conflict in a punctual and practical manner (Richardson, 2012). A project 
manager must be able to recognise and apply the necessary resolutions that will address the 
conflict. 
Conflict management involves detecting the conflict and then applying resolution strategies 
(Sudhakar, 2015). According to Ohbuchi and Suzuki (2003), when conflict is detected, a 
process of self-examination follows to determine the best suitable resolution. In dealing with 
conflict, there are steps suggested by Khan et al. (2016) as illustrated in Figure 2.5. These steps 
identify the cause of conflict, informing the individuals involved and then provide the 
intervention to determine a suitable solution to the conflict. 
Conflict is a form of disagreement between two or more members of a group or team (Yousry 
et al., 2014; Madalina, 2015). The project manager needs to identify the parties, who are 
directly involved in the conflict, which assists in discovering the various characteristics and 
personalities of those individuals.   
A disagreement is a result of a contradiction in interest amongst the parties involved in conflict. 
The project manager cannot resolve conflict without being aware of the initial cause (Madalina, 
2015) amongst the team members. The potential causes of conflict according to Pinto and 
Kharbanda (1995:46) is ’…competition for scarce resources, violations of a group or 
organisational norms, disagreements over goals or the means to achieve those goals, personal 
slights and threats to job security, long-held biases and prejudices.’ Various issues or causes 
lead to conflict in a team; thus, the duty of a project manager during conflict resolution is to 
isolate issues related to the conflict. An individual’s concern will assist a project manager in 
determining a preferable resolution to conflict (Yousry et al., 2014). 
Parties enter a conflict situation to achieve a point or cause. Some researchers (Johari et al., 
2013:555) stated that work-related conflict is described ‘…as an unpleasant fact in any 
organisation as long as people compete for jobs, resources, power, recognition and security.’ 
A project manager must have an idea of what parties hope to gain with conflict. Conflict 
resolution strategies are a win or lose situation. Individuals must be willing to lose to win in 
resolving conflict. It is important that project managers establish what each party is willing to 
gain and lose in resolving conflict. What is important in resolving conflict is what is desired 
for the whole team and not demanded by individuals (Yousry et al., 2014). 
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A project manager must identify alternatives in resolving conflict and compare the most 
collaborative resolutions (Yousry et al., 2014). In some cases, project managers utilise conflict 
resolution strategies that yield undesired outcomes. Resolutions in resolving conflict vary 
depending on the nature of the cause (Madalina, 2015). An escalation process must be 
identified in cases where a solution results in undesired outcomes. The project manager must 
be able to identify the stumbling block in resolving the conflict (Yousry et al., 2014). All 
individuals involved in resolving conflict must be satisfied by the outcome of the resolution 
and accept a collective agreement. According to Yousry et al. (2014), the best solution to 
conflict must be selected and discussed with the parties involved.
 
Figure 2.5: Suggested conflict management steps and questions 
Source (Cooper, 2003; Ohbuchi & Suzuki, 2003; Johari et al, 2013; Yousry et al., 2014; 
Madalina, 2015; Khan et al., 2016) 
These suggested approaches to conflict resolution, determine suitable strategies that a project 
manager can implement during conflict in a team. There are certain characteristics of approach 
that are unacceptable for project managers to use when resolving conflict. Such characteristics 
according to McKibben (2017) must be avoided in a conflict scenario as illustrated in Figure 2 
6. 
These characteristics are: commanding is when instructing individuals, based on their 
behaviour, causes resistance to the attempt of resolving conflict; comparing is avoiding 
similarities or dissimilarities of conflict; condemning is when an individual is criticised for 
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their involvement in conflict; challenging where one must avoid doubting one’s case as this 
will demoralise the individual; and contradictory is to avoid actions that will cause confusion, 
uncertainty and frustration when resolving the conflict. 
 
Figure 2.6: Characteristics to avoid in conflict scenarios 
Source (McKibben, 2017) 
Many researchers have determined five conflict resolution strategies that are available to 
project managers (Özkalp, Sungur & Ayşe Özdemir, 2009; Prieto-Remón et al., 2015; Khan et 
al., 2016). The summarised five strategies (Khan et al., 2016) are compromising, collaborating, 
avoiding, confronting and dominating. These strategies are also known as sharing, integration, 
withdrawing, confronting and competing (Sutterfield, Friday-Stroud & Shivers-Blackwell, 
2007). Figure 2.7 provides the five conflict management strategies followed by a brief 
explanation of each: 
Commanding
•Developing a bias action toward an individual
Comparing
•Finding similarities in conflict scenarios
Condemning
•Criticising individuals involved in conflict
Challenging
•Doubting an individual
Contradictory
•Uncertaity in the developed solution
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Figure 2.7: Conflict Management Strategies 
Source (Khan et al., 2016) 
2.5.1 Compromising  
This conflict resolution strategy is implemented in a situation where individuals in conflict do 
not reach an agreement. This strategy is suitable to task-based conflict involving project 
stakeholders, who have an influence on the impact of the project and where time is a major 
concern (Sutterfield et al., 2007).  
The best scenario of a compromising strategy is when both individuals want to gain and there 
is a deadlock, time is limited and the relationship needs to be maintained (Prieto-Remón et al., 
2015). Time and relationships are an important element for this type of conflict strategy. 
The hierarchical level also plays a role on the type of conflict strategy utilised during conflict. 
Individuals on the same level in the structure need to compromise their interests to resolve 
conflict (Özkalp et al., 2009; Madalina, 2015). According to Madalina (2015), compromising 
is a strategy that has a moderate level of cooperativeness and assertiveness. Compromising 
introduces an unequivocal resolution to resolving conflict that satisfies all individuals. It is a 
win/win resolution to conflict when time is not available, while maintaining a relationship is 
important, individuals need to give in on something to gain something (Prieto-Remón et al., 
2015). Compromising meets the majority’s needs while the remainder of the team suffers 
(McKibben, 2017). The main concern in a compromising resolution is the degree to which all 
parties in a conflict situation are satisfied, where one party needs to lose to win (Yousry et al., 
2014). 
Conflict 
management 
strategies
Compromising Collaborating Avoiding Confonting Dominating
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Such a strategy has a negative influence on objectives and values. This strategy is a process 
that undermines the values and long-term objectives and may not work in cases where demands 
are exaggerated (Yousry et al., 2014). 
2.5.2 Collaborating  
This conflict resolution strategy involves an individual who is interested in both others and 
self. The individual is prepared to trade information with others, and deal with differences in a 
constructive manner to find a solution that is acceptable to all (Özkalp et al., 2009). It is 
important that all team members be satisfied with a satisfactory resolution to any conflict 
(McKibben, 2017). This is the preferable type of conflict resolution in team conflict. 
A collaborating strategy focuses on addressing the entire team, improving collaboration and 
encouraging effective teamwork. A collaborating strategy encourages cooperation and 
teamwork in a project. This is a way to achieve the project goal while keeping the relationships 
positive (Yousry et al., 2014). Such a conflict management strategy requires a high level of 
trust and responsibility, where individuals must take ownership (Yousry et al., 2014). It is a 
strategy of high levels of cooperation and assertiveness (Madalina, 2015). 
This strategy is applied in situations where time does not restrain discussions to solve the 
conflict that is task-based. It involves project stakeholders, who have an influence on the impact 
of the project (Sutterfield et al., 2007). A collaborating strategy requires time and energy to 
resolve conflict (Yousry et al., 2014). 
2.5.3 Confronting 
This conflict resolution strategy is described as resolving conflict between individuals that 
results in a win/win situation. The parties involved view the existing conflict as a problem that 
needs to be solved. This resolution requires inclusive communication and commitment in a 
team (Prieto-Remón et al., 2015). Confronting during conflict is implemented in a situation 
where relationships are important. Confronting encourages individuals to speak their mind and 
express their feelings to each other (Prieto-Remón et al., 2015).  
A confronting strategy involves a straight-forward approach to communication and clear 
dialogue (Prieto-Remón et al., 2015). The demands must be known and be clear to the 
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individuals so that the conflict can be resolved with urgency. A confronting strategy is a low 
level of cooperation and a high level of assertiveness that is implemented in situations requiring 
urgent action (Madalina, 2015) . 
2.5.4 Avoiding  
This conflict resolution strategy involves an individual, who retracts from a conflict situation 
and forgets about self-interest and other’s interests (Özkalp et al., 2009). It is a situation where 
individuals are less informed or simply do not have the confidence to engage in an argument. 
An individual, who opts for this strategy, chooses to maintain harmony and avoids expressing 
their feelings (Richardson, 2012). Madalina (2015) described an avoiding strategy as a process 
with a high level of cooperation and a low level of assertiveness. McKibben (2017) stated that 
such strategy leads to conflict not being resolved and leading to long-term consequences for 
the team.  
Such conflict resolution is unacceptable to teams as it prolongs the relationship and 
communication breakdown. In such circumstances, there is a high probability that the conflict 
will arise again. According to Richardson (2012), avoiding conflict has negative results on 
projects. There is no engagement taking place to exchange information in resolving the conflict. 
Madalina (2015) adds that individuals choosing to avoid conflict fear engagement due to lack 
of information.  
This type of strategy is preferable for minor conflicts that would consume time but reduce 
tension when an engagement is initiated to resolve it (Madalina, 2015). An avoidance strategy 
is a destructive style in project management that leaves conflict unresolved and stimulates 
frustration amongst individuals. Therefore, avoiding conflict does not resolve it. 
2.5.5 Dominating  
This conflict resolution strategy forms part of a win-lose strategy in which an individual 
focuses on their own interests and ignores others’ concerns or interests (Özkalp et al., 2009). 
To resolve a task, a team needs to consider all shared opinions and ideas. When power and 
force is used to resolve conflict, the team becomes discouraged. Prieto-Remón et al. (2015) 
described such a strategy to be of low concern for others and high concern for one’s self.  
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A dominating strategy is suitable for scenarios where the project stakeholders have limited 
influence on the project and are in no position to impact the project’s progress (Sutterfield et 
al., 2007). This allows the project manager to implement the dominating strategy to address 
the conflict and force the mandated steps to be followed by the project stakeholders. The 
consequences of such a strategy to resolve the conflict encourages dictatorship by the project 
manager, which has a negative consequence on the project (Sutterfield et al., 2007). Therefore, 
the dominating style is not suitable for resolving project conflict. 
A cooperative style encourages constructive management of conflict in projects. As stated by 
Sudhakar (2015), a positive mental state is induced when a cooperative style of conflict 
resolution is implemented, which encourages constructive management. This enhances 
performances, relationships and innovation in projects (Sudhakar, 2015).  
Tables 2.3 and 2.4 provide a comparison of conflict resolution strategies: 
Table 2.3: Definition and impact of cooperative style strategies 
Source (Sutterfield et al., 2007; Özkalp et al., 2009; Richardson, 2012; Yousry et al., 2014; 
Madalina, 2015; Prieto-Remón et al., 2015; Sudhakar, 2015; McKibben, 2017) 
Strategy Compromising Confronting Collaborating 
Definition It is a win-win 
solution that requires 
an individual to lose 
to win 
Defined as a process of 
direct approach and 
dialoguing to solve a 
problem 
Encourages 
participation and 
sharing of information 
Conflict scenario Maintains a 
relationship in a 
deadlock situation 
Maintains a relationship 
and urgent intervention 
to conflict 
Multiple stakeholders 
have influence on the 
project 
Outcomes Needs of majority are 
satisfied 
Team is committed and 
needs are satisfied 
Common objectives and 
team needs are satisfied 
Impact on 
project 
Performance 
improved 
Performance improved Performance improved 
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Table 2.4: Definition and impact of conflict management strategies 
Source (Sutterfield et al., 2007; Özkalp et al., 2009; Richardson, 2012; Yousry et al., 2014; 
Madalina, 2015; Prieto-Remón et al., 2015; Sudhakar, 2015; McKibben, 2017) 
Strategy Avoiding Dominating 
Definition Lose-lose situation where an 
individual has no concern for self-
interest nor other’s interest 
Use power and force to 
influence and command   
Conflict scenario Lack of information and 
disagreements with no impact on 
the project 
Stakeholders have limited or no 
influence on the project 
Outcomes Conflict not resolved but harmony 
maintained 
Promotes dictatorship and team 
members become dissatisfied 
Impact to project No improvement on performance Reduces performance 
 
Collaborating, confronting and compromising strategies result in a better performance, 
relationships and innovation in a project environment. Collaborating, confronting and 
compromising are cooperative conflict resolution styles associated with constructive results 
and less destructive outcomes (Özkalp et al., 2009; Prieto-Remón et al., 2015; Sudhakar, 2015).  
The conflict resolution styles that are obstructive to projects are the avoiding and dominating 
strategies. These strategies discourage proactive and constructive engagement amongst 
individuals. The only outcome brought about by the avoiding and dominating strategies is 
unresolved conflict and dictatorship amongst individuals. Özkalp et al. (2009); Prieto-Remón 
et al. (2015); Sudhakar (2015) described avoiding and dominating resolution styles as forces 
that are negative to constructive conflict and encourage negative results that lead to reduced 
innovation and performance within a project. 
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A cooperative strategy has a positive impact and maintains collaboration while allowing 
negotiations within a team (Ohbuchi & Suzuki, 2003). A cooperative environment enables a 
team to implement their task efficiently and improve performance. Cooperative strategies allow 
for collaboration amongst team members, which results in teamwork and task-oriented 
benefits. Improved teamwork and healthy relationships lead to a team that performs and 
achieves a successful project. Information sharing, collaboration and creativity is improved, 
and the team becomes task-oriented to achieve a common goal. 
Cooperative strategies are available to project managers to produce an outcome with a positive 
impact in resolving conflict and maintaining collaboration within a team (Ohbuchi & Suzuki, 
2003). Project managers use a cooperative style of resolution such as a collaboration strategy 
by integrating processes that deal with differences in a team. A cooperative style such as a 
collaboration strategy, is a constructive manner of finding a solution that is acceptable to all 
team members (Özkalp, et al., 2009). Implementing a cooperative style includes collaborating, 
confronting and compromising strategies, which encourages mutual understanding amongst 
team members and results in a better interaction in a project environment (Ohbuchi & Suzuki, 
2003). For a project team to be effective, it must have a common understanding of its purpose.  
Social processes, such as communication, facilitate collaboration amongst team members; thus, 
cooperative strategies in resolving conflict involve communication (Jehn et al., 2012). A 
common goal in cooperative strategies is achieved through negotiation processes applied in 
resolving conflict; these include identifying the problem, creating an agenda, initiating a 
conversation, encouraging negotiation and creating an agreement (Sudhakar, 2015).   
Team members need to engage in a process of communication to have insight into each other’s 
perceptions, tolerance of each other’s beliefs and moral background, and understand each 
other’s emotions, differences in opinions and recognise each other’s perceptions. Project 
managers must allow team members to communicate and express their emotions (Jameson, 
Bodtker & Linker, 2010). The main purpose of conflict resolution is to control the conflict to 
an acceptable level and allow the team to focus on the purpose of the project. 
2.6 Conclusion 
A team assigned to execute a project needs to proceed through various development stages to 
be effective and successful. The project manager needs to ensure that the management tools 
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that are available are implemented to ensure the team succeeds through the development stages. 
Implementation of these management tools will ensure that the project goal is completed and 
achieved as illustrated in Figure 2.8. 
 
Figure 2.8: Relationship between development stages of team, types of conflict & how 
conflict management impacts on performance 
Source (Sutterfield et al., 2007; Özkalp, Sungur & Ayşe Özdemir, 2009; Richardson, 2012; 
Yousry et al., 2014; Madalina, 2015; Prieto-Remón et al., 2015; Sudhakar, 2015; McKibben, 
2017) 
Fulk et al. (2011) discussed the suggestions of the project managers to ensure that teams are 
effective and successful in completing projects. In the forming stage, project managers must 
assign individuals, with the correct expertise and skills, to fulfil the purpose of teams. It is 
important that individuals have social skills, such as problem-solving, communication, 
analysing, decision-making and most importantly, conflict resolution. 
In the storming stage, project managers must be prepared to deal with conflict in teams. Project 
managers must encourage an approach to tolerance, understanding and collaboration in teams. 
In the norming stage, project objectives and goals must be revised by project managers together 
Diverse project team
Development stages
Forming
Task given
Storming
Disagrements lead to 
Conflict
Task Conflict
Constructive 
Relationship conflict
Desctructive
Norming
Implementation of 
Conflict 
management 
strategies
Cooperative style
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positive impact
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Positive impact
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positive impact
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Avoiding
Negative impact
Dorminating
Negative impact
Performing
Task driven
Adjourning
Project succesfully 
completed
Project team 
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with the teams. Project managers must ensure that minor conflict is constructive to the team’s 
performance.  
In the performing stage, the project manager must monitor the team, give feedback and reward 
good performance. In the adjourning stage, the team will have successfully completed the 
project goals. The team’s purpose is served and completed. A feedback report is generated and 
submitted to the client or top management. The success of the team is the result. 
Effective teams go through the team development stages (Rickards & Moger, 2000). According 
to Rickards and Moger (2000), it is during the development stages that conflict is revealed. 
Conflict is a major issue in team development. Fulk et al. (2011) emphasise that conflict occurs 
internally and externally to the teams.  
The project manager must be able to deal with conflict using the available conflict resolution 
strategies. These strategies are confronting, collaborating, avoiding, confronting and 
dominating. Each strategy has an impact on the performance of the team that is either positive 
or negative. The project manager must analyse the conflict and determine the most suitable 
conflict resolution strategy. Conflict is negative for teams but can also be positive in building 
the team and improving performance when properly managed (Salas et al., 2015). 
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Chapter 3:  Research methodology 
3.1 Introduction 
This research methodology chapter outlines the types of research methods used in this research. 
Farghaly (2018) describes research methodology as an approach to types and paradigms of 
research. This chapter elaborates on the use of the chosen research methods to achieve the 
objectives. The quantitative research methodology adopted to achieve the objectives of this 
research is mentioned throughout this chapter.   
This chapter deals with the following: 
• Discuss and give an overview of the research design 
• Motivate the selected research method techniques and targeted population 
• Elaborate on the data collection and analysis techniques utilised in this research 
The next sections cover the overview of the research design and discusses the quantitative 
research methodology adopted for this research. 
3.2 Research design 
A research design illustrates the procedures considered to achieve an objective for a research 
study. Following are a number of explanations as to what a research design entails; Hair, 
Samouel and Page. (2016) defined a research design as an outline that provides a fundamental 
direction for accomplishing a research study. A research design details the steps in collecting, 
measuring and analysing the research data. According to Sreejesh, Anusree and Mohapatra. 
(2014), a research design ensures the efficient technique to conduct a research study. A research 
design is a plan that outlines procedures to collect, measure and analyse data that is relevant to 
solving a research problem by using efficient and effective methods. Greener (2008:38) defined 
a research design as ‘…a grand plan of approach to a research topic.’ Figure 3.1 illustrates the 
approach to a research plan suitable for conflict resolution strategies. 
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Figure 3.1: Illustration of a research design 
Source (Greener, 2008) 
The research topic was decided, followed by generating a problem statement. The next step 
reduced the research topic into two research questions. These two research questions were 
answered using a literature review on the research topic together with a survey, which was 
created to collect the data from a sample population. The data was analysed and a conclusion 
drawn. 
This research adopted a statistical approach to the data collection and its analysis. The research 
questions dealt with the implementation and the impact of the variables related to any conflict 
concerning the project. Therefore, the observation of the participants was carried out on the 
causes of the least and most conflict issues, the team development stages, which were affected, 
and the characteristics observed in the diverse teams. Furthermore, the implementation of the 
conflict resolution strategies and the impact of each of these was observed. Direct questions 
that required a no or yes answer; and negative or positive answers were used.  
The researcher analysed the collected data by means of percentages and weighted means to 
compare the measured variables with each other, based on the results from the survey. Such 
data analysis was reliable and subjective as the respondents answered direct questions relevant 
to the research topic. This enabled a conclusion to be drawn. 
A research method that is associated with a statistical approach to the problem is a quantitative 
research methodology. The next section explains a quantitative research methodology and why 
it was suitable for this research. 
3.3 Quantitative research methodology 
Quantitative research is based on the probability of facts being separate from feelings. 
According to Saunders, Lewis and Thornhill (2015), a quantitative research method is 
associated with positivism, which evaluates relationships between variables. The validation of 
data is achieved through implementing controlled techniques. Saunders et al. (2015) added that 
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quantitative research is conducted through structured interviews and observations. This 
research adopted a direct question survey that was conducted in individual structured 
interviews. 
Saunders et al. (2015) differentiated a quantitative research approach as it is based on numeric 
data. Table 3.1 illustrates the research method adopted. 
Table 3.1: Classifications of a quantitative research approach 
Source (Adams, Khan & Raeside, 2014; Saunders et al., 2015; Hair, Samouel & Page, 2016) 
Classifications Quantitative research 
Purpose Defending a hypothesis, examine the cause and effect and create 
a prediction 
Population studied Large and randomly selected 
Variables Specific variables observed 
Type of data collected Quantitative data using structured interviews 
Type of data analysis Define statistical relationships 
Results The finding is generalised to other populations 
Scientific method Confirmatory 
Nature of reality Objective 
Conclusion Consists of statistical comparison of means and findings 
 
Quantitative data is a form of numerical characters that can be measured. Hair et al. (2016) 
referred to quantitative data as a numerical method of representing and measuring 
characteristics during a quantitative research approach. Collecting data using a quantitative 
research approach concentrates on generality, objectivity and reliability. Saunders et al. (2015) 
argued that quantitative research tests the theory through data collection. The data collected 
can be generalised to a larger population. Therefore, this research followed the quantitative 
research approach to achieve its research objective by generalising the findings to a larger 
population in the engineering environment. The quantitative classifications that are associated 
with the research questions are described in Table 3.2. 
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Table 3.2: Qantitative classifications associated with the research questions. 
Classification Quantitative approach Research Question 1 Research Question 2 
Purpose Examines the cause and 
effect 
Examines preference  Examines impact 
Population 
studied 
Targeted population Targeted employees in 
state-owned enterprises 
Targeted employees in 
state-owned enterprises 
Variables Specific variables 
observed 
Conflict resolution 
strategies 
Performance 
Type of data 
collected 
Quantitative data using 
a structured 
questionnaire 
Using a questionnaire Using a questionnaire 
Type of data 
analysis 
Define statistical 
relationship 
Analysing measurable 
data to answer research 
question 
Analysing measurable 
data to answer research 
question 
Results The finding is 
generalised to other 
populations 
Findings generalised to 
employees of project-
based organisations 
Findings generalised to 
employees of project-
based organisations 
Scientific 
method 
Confirmatory Confirm the most 
implemented conflict 
resolution strategy 
Confirm the impact of 
conflict resolution 
strategy towards 
performance 
Nature of 
reality 
Objective Researcher’s view 
unknown to the 
respondents 
Researcher’s view 
unknown to the 
respondents 
Conclusion Consists of statistical 
comparison of means 
and findings 
Conclusion drawn from 
percentage, means and 
standard deviation of 
data collection 
Conclusion drawn from 
percentage, means and 
standard deviation of 
data collection 
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To achieve the research objectives, the preferences and impact of conflict resolution strategies 
were examined. A baseline was established from the literature. The results were compared to 
the literature baseline. A five-point Likert scale of 1(strongly disagree) to 5 (strongly agree) 
assessed the causes, characteristics and stages of team development. A numeric selection of 
one (1) or two (2) was used to classify the strategies implemented in resolving conflict and to 
determine whether these strategies had a negative or positive impact on the teams. A numeric 
system is utilised to analyse the data collected and draw a conclusion to confirm the answers 
of the research questions drawn from the literature review. A quantitative research 
methodology was used to achieve validity and reliability of the data collected. The aim was to 
confirm the information provided from the literature review to answer the research questions 
and generalise the results to the larger population. Using the quantitative research approach 
allowed the results of the random sample of the population to be generalised to the target 
population of this research. 
 
When determining a suitable research methodology, it is important to decide whether a research 
problem should be a snapshot, or a series of data required. The next section looks at the time 
horizon of this research study. 
3.4 Time horizon 
The time horizon is determined by the conclusion date by when the researcher must conclude 
the study. According to Saunders et al. (2015), this phenomenon is classified as a cross-
sectional and longitudinal time horizon. 
In a cross-sectional time horizon, data is collected in a single stage. Hair et al. (2016:158) stated 
that during cross-sectional research ‘…data is collected at a given time.’ A longitudinal time 
horizon is when data is collected over multiple stages by giving a description of an event over 
a period of time (Hair et al., 2016). 
Due to time constraints to collect data and answer the research questions related to this research, 
a cross-sectional time horizon and survey was adopted by using a questionnaire to collect the 
data. The next section looks at the questionnaire used for the data collection. 
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3.5 Data collection 
Data collection is a process of collecting data from participants relevant to the research 
questions. A quantitative data collection method was used to measure the occurrence of events 
based on numeric calculations. A cross-sectional survey using a questionnaire was conducted 
to collect the data for this research.   
3.5.1 Research questionnaire 
The definition of a questionnaire is a set of questions designed for use in survey research or an 
experimental design (Hair et al., 2016). According to Sreejesh et al. (2014), a questionnaire 
provides characteristics, such as data collection using a structured interview, and a standardised 
technique of processing and writing-up of the data. The purpose of using a questionnaire was 
to collect the quantitative data from the structured interviews. The questionnaire design for this 
research is defined and detailed in the next section. 
3.5.2 Questionnaire design 
These are the steps necessary to design a questionnaire as suggested by Sreejash et al. (2014):  
The initial step is to decide on the information needed, the target population and the 
interviewing process. Discussing the initial step further: the questions must extract data that 
will satisfy the research questions, the population relevant to the research must be identified, 
and the appropriate interviewing strategy must be implemented for the particular style of 
interviewing. 
The general content of questions and information must include a clear definition of objectives 
and problems. Each question must be relevant to the research questions intended to generate 
the required data, and allow the respondents to answer accurately and willingly. Table 3.3 is 
the research questionnaire design for this research: 
Table 3.3: Research questionnaire design 
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Question in 
Questionnaire 
What is the aim of 
the question? 
Which literature 
review section is 
linked to the 
question? 
How does this 
question relate to the 
research questions? 
Characteristics of a 
diverse team in your 
organisation 
To identify the 
characteristics 
diversity brings into 
teams 
Section 2.2 in literature 
review indicate 
characteristics found in 
diverse teams 
Background on why 
conflict resolution 
strategies are needed in 
diverse teams 
The development 
stage of a team or 
team in which 
conflict occurs in 
your organisation 
Reveal the 
development stage 
of teams at which 
conflict occurs  
Section 2.2 in literature 
review; furthermore, 
indicate the 
development stage at 
which conflict occurs 
in these diverse teams  
Identifying the 
development stage of 
teams these conflict 
resolution strategies 
are initially applied  
Causes of conflict in 
a team or team in 
your organisation 
Identify main causes 
of conflict in teams  
Section 2.3; 2.4 in 
literature review 
indicate the causes of 
conflict in these 
diverse teams  
Assessing the reason 
conflict takes place in 
teams  
Conflict resolution 
strategy 
implemented in your 
organisation to 
resolve conflict in 
teams   
Identify resolution 
strategies utilized in 
resolving conflict in 
teams  
Section 2.5 identifies 
the conflict resolution 
strategies  
Addressing the 
research question on 
available conflict 
resolution strategies. 
The impact each 
conflict resolution 
strategy has on the 
team or teams in 
your organisation 
Analyse the impact 
these resolution 
strategies have on 
the teams  
Section 2.5 in the 
literature review 
assesses the impact that 
each identified conflict 
resolution strategy has 
on the team. 
Addressing the 
research question on 
impact these conflict 
resolution strategies 
have on the team. 
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This questionnaire design table refers to the attached Appendix A: questionnaire. 
3.5.3 Target population 
A target population can be defined as the participants that possess information to answer 
research questions. A research objective defines the target population. Hair et al. (2016) stated 
that a target population depends on the research objectives and accessibility to the population. 
The target population was an estimated number of 200 engineering employees in departments 
that deal with projects, within two state-owned organisations. The state-owned organisations 
targeted in this research, are involved annually in billions worth of capital investment in 
projects that are supported by government and their current business, as communicated through 
media platforms. The large-scale projects currently executed on a daily basis, and the number 
of diverse engineering professionals found within these organisations, were beneficial in 
collecting reliable data for this research. 
From the target population, 60 employees were selected to participate in the research survey. 
The source of reaching these professionals was via electronic emails to enable a quick and 
flexible response to the research survey.   
3.5.4 Data analysis 
The respondents had to answer questions to do with the extent of their experience in projects, 
their roles in the targeted population and their educational background. This would determine 
their influence and assess the reliability of the data collected. A quantitative data analysis was 
used to analyse the collected data. The raw data was converted into statistical data in the form 
of bar charts and pie charts. The charts were used to compare numbers and percentages of the 
variables. Critical thinking was applied to analyse the bar charts and pie charts to validate and 
draw conclusions of the data related to the research questions. A conclusion was drawn by 
comparing the literature review information and collected data and is presented in the next 
chapter. 
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3.6 Conclusion 
This chapter has presented the research design and methodology used to achieve the objectives 
of this research. To achieve the objectives, a quantitative research methodology was adopted 
by using a cross-sectional survey to gather the data by means of a questionnaire.   
There were 14 participants of the 60 employees selected from departments that dealt with 
projects within two stated-owned organisations. The raw data was presented as charts. A 
conclusion was drawn from these charts and compared with the literature review. The data that 
was collected was further analysed and interpreted, and is presented in the next chapter.  
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Chapter 4:  Data collection and analysis 
The analysis of the data collected from the distribution and collection of the questionnaires is 
presented in this chapter. The survey questionnaire assessed the characteristics associated with 
diverse teams, conflict during the development stages of teams, and the factors that cause 
conflict in teams.  
The purpose of the survey questionnaire was to have answers to the two research questions 
related to this study. Research Question 1 addressed the available conflict resolution strategies 
for project managers. Research Question 2 observed the impact of conflict resolution strategies 
to achieve project performance. 
During the data collection process, survey questionnaires were distributed to 60 selected 
employees in the departments dealing with the projects of the two state-owned enterprises. Of 
these, 14 employees completed the survey questionnaire, which is a 23% response rate.   
4.1 Data collection 
This section focuses on the response rate, the demographic data, and the interpretation and 
presentation of the data collected. A five-point Likert scale (Table 4.1) was adopted for the 
questionnaire design to collect the responses to Questions 1, 2 and 3. Tables of frequency, 
percentage, and weighted means were adopted to interpret the data and present the results. 
Table 4.1: Five-point Likert scale 
Scale Attribute 
1 Strongly disagree 
2 Disagree 
3 Uncertain 
4 Agree 
5 Strongly agree 
 
Calculated weighted means is used to present the results of the Questions 1, 2 and 3. Frequency 
presents the most and least preferred option when analysing and presenting the collected data 
in Questions 4 and 5. 
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4.1.1 Rate of response 
The researcher selected 60 employees in the department dealing with the projects of two-stated 
owned organisations to receive a questionnaire. Of these, 14 (23%) returned completed and 
usable questionnaires. The chart in Figure 4.1 reflects the graphical presentation of the response 
rate. 
 
        
        
        
        
        
        
        
        
        
        
        
        
        
        
        
        
Figure 4.1: Rate of response 
4.1.2 Participants’ profile 
The profiling of participants influences the results, which ensures an inclusive distribution of 
data collected. The survey questionnaire captured the following demographic data: 
• Years of experience in projects 
• Highest qualification obtained 
• Position held 
4.1.2.1  Years of experience 
The number of years of experience of being involved in the project environment, influenced 
the results. Teams were exposed to characteristics and dynamics of projects during the years 
of experience. The majority, 57% of participants, had between five and fifteen years of 
experience in projects (Figure 4.2)  
Non-response, 
46, 77%
Response, 14, 
23%
Non-
response
Response
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Figure 4.2:Years of experience  
4.1.2.2 Highest qualification obtained 
Educational background is important in decision-making. The majority (79%) of the 
participants, had obtained a tertiary qualification equivalent to that from a university of 
technology or university. Figure 4.3 illustrates the distribution of the highest qualifications 
obtained. 
 
Figure 4.3: Highest qualification obtained 
4.1.2.3 Position held in the organisation 
The position held in a project is linked to the highest qualification obtained and years of 
experience. These two factors contribute to the duties and responsibilities delegated to a 
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position held by an employee. Delegated duties and responsibilities determine the influence 
each position has in a project environment. A summed total of 71% of participants held a 
supervisory position or equivalent. The chart in Figure 4.4 illustrates the graphical distribution 
of positions held by participants. 
 
Figure 4.4: Position held in their organisation 
4.1.3 Characteristics of a diverse team 
The participants were requested to rate six characteristics of diverse teams. Jehn (2001) 
described knowledge, understanding, tolerance, motivation, and commitment characteristics to 
be found in effective teams. Matthews and Maclees (2015) added that creativity is used by 
teams to solve problems. Refer to Appendix B for the data collected and weighted means 
calculations. 
The participants rated all six characteristics with scores above four (4) as illustrated in Table 
4.2. The results confirmed, as stated in the literature, that all six characteristics are found in 
diverse teams. The results further showed that understanding is the most important 
characteristic in teams. Matthews and Maclees (2015) stated that teams must have a mutual 
understanding to execute goals. Results showed that indeed, as indicated in the literature, that 
understanding is important to achieve the given goals. 
Table 4.2: Characteristics of diverse teams 
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Characteristics Creativity Knowledge Motivation Understanding Tolerance Commitment 
Weighted 
Means 
4.07 4.29 4.14 4.43 4 4.21 
4.1.4 Conflict presence during the development stages of a team. 
Cosmina-Simona et al. (2017) indicated that a team goes through the development stages. 
Participants were requested to rate the presence of conflict during the development stages of a 
team. Refer to Appendix B for data collected and weighted means calculations. The results 
show that participants rated the presence of conflict with scores above 3.29 in all the 
development stages (Table 4.3). 
Cosmina-Simona et al. (2017) pointed out that in the forming stages, teams avoided the 
escalation of conflict. Matthews and Maclees (2015) and Ulrich and Crider (2017) added that 
conflict escalates in the storming stages and is reduced to acceptable levels in the norming 
stages. Matthews and Maclees (2015) suggested the team focused on completing the project in 
the performing stages, while Rickards and Moger (2000) pointed out that a team is terminated 
in the adjourning stages.  
In the literature, conflict is mentioned in the storming and norming stages. The results show a 
conflict presence in all the development stages. Therefore, it is evident that there is a 
contradiction between the comments of the participants and the literature. 
The following are suggestions as to why the participants contradicted the literature: 
• The participants were not familiar with the development stages of teams; 
• Conflict management techniques were incorrectly applied; and 
• Project managers avoided resolving conflicts. 
Table 4.3: Conflict occurance in team development stages 
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Stages Forming Storming Norming Performing Adjourning 
Weighted Means 3.43 3.64 3.64 3.79 3.29 
4.1.5 Causes of conflict in teams 
Nito and Kharbanda (1995) pointed out that the causes leading to the contradiction of interest 
resulted in conflict in teams. According to the literature, there are five causes of conflict in 
teams. Causes of conflicts are differences in perception, communication breakdown, lack of 
coordinating techniques, differences in belief and morals, and insufficient resources. The 
participants were requested to rate all of these five causes. Refer to Appendix B for the data 
collected and weighted means calculations. The results show that the participants rate all five 
causes with scores above 3.36 (Table 4.4).  
The results showed that the participants confirmed that the five causes mentioned in the 
literature lead to conflict. The results further showed that the participants pointed out that a 
communication breakdown is a leading cause of conflict in teams. Ohbuchi and Suzuki (2003) 
and Miller et al. (2015) indicated that disagreements amongst members cause the most conflict 
in teams. This suggests then that understanding is the most important characteristic according 
to the participants. 
Table 4.4: Causes of conflict 
Causes Differences 
in 
perception 
Communication 
breakdown 
Lack of 
coordinating 
techniques 
Differences 
in belief and 
morals 
Insufficient 
resources 
Weighted 
Means 
3.36 3.93 3.43 3.29 3.57 
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4.1.6 Implementation and impact of conflict resolution strategies 
Khan et al. (2016) summarised five conflict resolution strategies that are available to project 
managers. The participants were requested to indicate strategies available to resolve conflict. 
Refer to Appendix B for the data collected. 
The results as illustrated in Table 4.5 show that participants preferred compromising, 
confronting, collaborating and avoiding strategies to resolve conflict. From the literature, 
compromising, confronting and collaborating strategies are available to project managers. The 
preference of the participants differed in not including the avoiding strategy as suggested in the 
literature. This suggests that the participants practise the incorrect application of conflict 
management. 
The preference of not using the avoiding strategy also links to reasons why conflict is present 
in all the development stages of teams. It supports the suggestion that participants avoid 
resolving conflict during the development stages of the team.  
Table 4.5: Available conflict resolution strategies 
Available Compromising Confronting Collaborating Avoiding Dominating 
Yes 71% 93% 71% 64% 36% 
No 29% 7% 29% 36% 64% 
 
4.1.7 Impact of strategies to project performance  
The participants were further requested to indicate the impact of the strategies on the project 
performance. Refer to Appendix B for the data collected. The results, as illustrated in Table 
4.6, show that the participants indicated a positive impact for the compromising, confronting, 
collaborating and avoiding strategies. The literature indicates a positive impact for 
compromising, collaborating and confronting strategies.  
Table 4.6: Impact of a conflict resolution strategy 
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impact Compromising Confronting Collaborating Avoiding Dominating 
Positive 93% 100% 86% 71% 43% 
Negative 7% 0% 14% 29% 57% 
 
The participants contradicted the literature in that the avoiding strategy has a positive impact 
on the project performance. A summary is illustrated in Chapter 5, Table 5.1. This suggests the 
following: 
• Project managers fail to observe the impact of unresolved conflict; 
• Participants consider unresolved conflict to have no impact; and  
• Unresolved conflict that does not escalate is considered to have a positive impact. 
4.2 Conclusion 
The data collection was achieved through the distribution of questionnaires to selected 
employees, which dealt with projects in departments in two state-owned organisations.  
A response rate of 23% was achieved. Of the participants, 57% had a university of technology 
or university qualification or equivalent; 79% had experience of between five and 15 years in 
projects; and 71% of the respondents held a supervisory position. 
The results were further presented in table format throughout the chapter and are discussed in 
the next chapter.  
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Chapter 5:  Conclusion and recommendations 
Conflict is unavoidable and detrimental to project performance. Project managers need to 
resolve conflict to acceptable levels. The aim of this research was to determine strategies 
available to project managers to resolve conflict in teams and what was the impact of strategies 
on project performance.  
The research approach was a quantitative method. The data collected was analysed with the 
purpose to answer the two research questions. 
5.1 Research questions 
The two research questions were derived and answered to achieve the research objective. The 
following are the research question: 
Question 1: What conflict resolution strategies are available to project managers? 
Question 2: How do conflict resolution strategies impact project performance? 
5.2 Discussion 
Evidence points out that collaborating, confronting and compromising are strategies available 
to project managers. It is clear that these strategies have a positive impact on project 
performance as illustrated in Table 5.1.  
These strategies enhance the characteristics of diverse teams. The improvement in 
understanding and knowledge reduces the breakdown in communication. Tolerance is 
promoted as playing a positive role in the differences of belief and morals, including that of 
perceptions. Adding to the characteristics is commitment, motivation and creativity that 
contribute to coordinating the techniques and resources.  
Evidence points out that all six characteristics are found in diverse teams. It further confirms 
the five causes of conflict in teams. Collaborating, compromising and confronting strategies 
improve the characteristics of teams to achieve a positive impact on project performance. 
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From the results, the findings reflected a contradiction concerning the avoiding strategy as 
illustrated in Table 5.1. Participants preferred the avoiding strategy in resolving conflict. The 
literature does not suggest the avoiding strategy to project managers. In the development stages 
of teams, the findings were that the participants observed that conflict was present in all stages. 
The literature states that conflict occurs in the storming and norming stages. Evidence suggests 
that the participants were unfamiliar with the development stages of teams, the incorrect use of 
conflict management, and thus leave conflict unresolved. 
Table 5.1: Available conflict resolution strategies (literature versus participants) 
Strategies 
Literature Participants 
Resolving conflict Impact Resolving conflict Impact 
Compromising Used Positive Used Positive 
Confronting Used Positive Used Positive 
Collaborating Used Positive Used Positive 
Avoiding Not used Negative Used Positive 
Dominating Not used Negative Not used Negative 
 
Addressing research Question 1: Confronting, collaborating and compromising strategies are 
available to project managers.   
Addressing research Question 2: Evidence points out that confronting, collaborating and 
compromising strategies have a positive impact on project performance. 
5.3 Research conclusion 
The research objective was to determine the strategies available to project managers to resolve 
conflict in teams and the impact of strategies on project performance. The evidence has shown 
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that the conflict resolution strategies available to project managers are compromising, 
confronting, collaborating. These strategies indeed have a positive impact on project 
performance. Furthermore, the participants contradicted the literature in preference of the 
avoiding strategy. This suggests that the participants are unfamiliar with the development 
stages of teams, that they implement conflict management incorrectly, and leave conflict 
unresolved. 
5.4 Recommendations 
It was found that compromising, collaborating and confronting strategies are available to 
project managers, and it is recommended to them to implement these to resolve conflict. 
Conflict is unresolved in avoiding strategy. Thus, it is not recommended to project managers 
to implement an avoiding strategy in resolving conflict. 
Evidence suggested a lack of knowledge of the development stages of teams and conflict 
management techniques. It is recommended that skills development programmes should 
include courses dealing with conflict management and the development stages of team. 
5.5 Future research 
This research dealt with conflict resolution strategies available to project managers. It is critical 
for project managers to deal with conflict. The research targeted the departments dealing with 
projects in two state-owned organisations. The focus was on conflict management implemented 
in state-owned organisations. 
Future research should focus on how project managers implement conflict management in 
private organisations compared to state-owned organisations. The focus should further 
consider how effective is conflict management implemented in private organisations compared 
to state-owned organisations. A larger sample size needs to form part of the future research to 
improve scientific validity. 
5.6 Conclusion 
The purpose of this research was to determine the strategies available to project managers to 
resolve conflict in teams and the impact of those strategies on project performance.  
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Research Question 1 dealt with conflict resolution strategies available to project managers. The 
available conflict resolution strategies to project managers are confronting, collaborating, 
compromising. 
Research Question 2 dealt with the impact of these strategies on project performance. The 
research stated that collaborating, compromising and confronting strategies have a positive 
impact on project performance. 
From the research, it is recommended that project managers implement confronting, 
collaborating and compromising strategies to resolve conflict and improve project 
performance. It is further recommended that skills development programmes include courses 
dealing with conflict management and the development stages of teams. 
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Appendix A: Questionnaire 
Faculty of engineering and built environment 
University of Johannesburg 
PO Box 524 
Auckland Park 
2006 
South Africa 
Dear Sir/Madam 
Postgraduate research request: Impact of available conflict resolution strategies in teams 
I, Buntu Zengetwa, a current student completing magister philosophiae in engineering management at the 
faculty of engineering and built environment in University of Johannesburg, request your participation by 
answering the question relevant to my research that are outlined in the questionnaire. 
Research information 
Background 
Project managers must deal with diverse teams in executing projects. These diverse teams bring challenges 
such as conflict that can be detrimental to the project. Literature identifies five conflict resolution strategies: 
avoiding, competing, collaborating, compromising and dominating; available to project managers. These 
resolution strategies have either a negative or positive impact towards resolving different scenarios of 
conflicts within team.  
Aim 
Determine the most preferred conflict resolution strategies in resolving conflicts within teams. The impact to 
effectiveness and performance of teams when conflict resolution strategy is implemented.   
Research objectives 
This research identifies, analyzes and presents an understanding on development stages at which conflict 
occur within projects teams, resolution strategies implemented to resolve these conflicts, and how these 
strategies impact the performance of the teams. 
To achieve these research objectives, the survey is tailored towards individuals with experience with teams 
within project-based organizations. 
Any questions regarding this survey can be directed to Buntu Zengetwa: 
email address: bzengetwa@gmail.com 
Contact number: 073 434 8250 
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Section A: Demographic 
The information provided in this questionnaire is treated confidential for the purpose of this research 
study only.  
Please answer truthfully and accurate as possible for this questionnaire to be considered for the 
research study. Please avoid writing down your name on the questionnaire. 
Please use a tick (√) to answer the applicable answer. 
Section A: Demographic 
1) Years of experience working with and/or as part of a team? 
0-5  ( ) 
5-15  ( ) 
15-20  ( ) 
20-25  ( ) 
25<  ( ) 
2) Highest education qualification obtained? 
none   ( ) 
grade 12/std 10 ( ) 
diploma  ( ) 
degree/btech  ( ) 
post-qualification ( ) 
Other   ( ) 
3) Position held in your organization of employment? 
Engineer    ( ) 
Chief Engineering Technician ( ) 
Engineering Technician  ( ) 
Project manager/ Manager  ( ) 
Team/Team member ( ) 
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Section B: Survey 
1) Characteristics associated with diverse team 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the characteristics of diverse teams in 
your organization. 
no Characteristics 1 2 3 4 5 
1 creativity      
2 knowledge      
3 motivation      
4 understanding      
5 tolerance      
6 commitment      
 
2) Presence of conflict in development stages of a team. 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the development stage of a team or 
team in which conflict occurs in your organization. 
no Development stage 1 2 3 4 5 
1 Forming (Team is identified and given a task)      
2 Storming (roles given to members, and member discuss the task)      
3 Norming (task is being implemented)      
4 Performing (Task nearing completion)      
5 Adjourning (Task completed, and team is dismantled)      
 
3) Causes of conflict in teams. 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the causes of conflict in teams or 
teams in your organization. 
no Causes 1 2 3 4 5 
1 Differences in perceptions      
2 Communication breakdown      
3 Lack of coordinating techniques      
4 Differences in belief and morals      
5 Insufficient resources       
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Implemented Conflict resolution strategy in resolving conflict in teams 
Respond to each question by ticking either 1 representing No or 2 – Yes; the conflict resolution strategy 
implemented in your organization to resolve conflict in teams or teams. 
no Conflict resolution strategy 1 2 
1 Compromising 
• win-win strategy 
• prepared to lose to win 
  
2 Confronting 
• win-win strategy 
• straight-forward communication 
• limited time to resolve conflict 
  
3 Collaborating 
• win-win strategy 
• Involves trust and responsibility 
• unlimited time to resolve conflict 
  
4 Avoiding 
• lose-lose strategy 
• Retracting from resolving conflict 
  
5 Dominating 
• win-lose strategy 
• using power and force to resolve conflict 
  
 
4) Impact of conflict resolution strategy on project performance  
Respond to each question by ticking either 1 - Negative or 2 – Positive; the conflict resolution strategy 
implemented in your organization to resolve conflict in teams or teams. 
no Conflict resolution strategy 1 2 
1 Compromising   
2 Confronting   
3 Collaborating   
4 Avoiding   
5 Dominating   
 
Please email to bzengetwa@gmail.com after completion. 
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Appendix B: Questionnaire answers 
Section A: Demographic 
Respondent 
1) Years of experience 
working with and/or as 
part of a team? 
2) Highest education 
qualification 
obtained? 
3) Position held in your organization of 
employment? 
1 0-5 Degree/Btech Engineering technician 
2 5-15 Other Team/ Team member 
3 0-5 Grade 12/ Std 10 Team/ Team member 
4 0-5 Diploma Team/ Team member 
5 5-15 Grade 12/ Std 10 Team/ Team member 
6 5-15 Degree/Btech Engineering technician 
7 0-5 Diploma Engineering technician 
8 5-15 Post-Qualification Engineering technician 
9 0-5 Degree/Btech Engineering technician 
10 5-15 Degree/Btech Engineering technician 
11 0-5 Diploma Project/ Manager 
12 5-15 Degree/Btech Engineering technician 
13 5-15 Diploma Engineering technician 
14 5-15 Degree/Btech Chief Engineering technician 
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Section B 
1) Characteristics associated with diverse team 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the characteristics of diverse teams in 
your organization. 
 
Response: 
Respondents Creativity Knowledge Motivation Understanding Tolerance Compliment 
1 4 4 4 4 4 4 
2 4 4 4 4 4 4 
3 4 4 5 5 4 5 
4 5 5 5 5 5 5 
5 1 1 1 2 1 1 
6 5 5 5 5 4 4 
7 5 5 5 4 4 4 
8 4 4 4 5 4 5 
9 5 5 4 5 4 5 
10 5 5 4 5 4 5 
11 2 4 3 4 5 3 
12 4 4 4 4 4 4 
13 5 5 5 5 5 5 
14 4 5 5 5 4 5 
2) Presence of conflict in development stages of a team. 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the development stage of a team or 
team in which conflict occurs in your organization. 
 
Response: 
 
Respondents Forming Storming Norming Performing Adjourning 
1 2 5 4 3 3 
2 4 4 4 4 3 
3 4 4 4 4 4 
4 5 5 5 5 4 
5 1 1 1 1 1 
6 4 4 4 4 3 
7 4 4 4 4 4 
8 4 4 4 4 4 
9 4 4 4 5 5 
10 2 4 2 4 2 
11 4 2 3 3 2 
12 4 4 4 3 4 
13 4 4 4 4 3 
14 2 2 4 5 4 
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3) Causes of conflict in teams. 
Respond to each question by ticking on a scale of 1 – 5; where 1 represents strongly disagree, 2-disagree, 3-
uncertain, 4-agree and 5-strongly agree; the answer that best describes the causes of conflict in teams or 
teams in your organization. 
 
Response: 
 
Respondents 
Differences 
in 
perceptions 
Communication 
breakdown 
Lack of 
coordinating 
techniques 
Differences in 
belief and 
morals 
Insufficient 
resources 
1 5 5 5 5 5 
2 3 5 4 3 5 
3 4 5 5 4 5 
4 4 5 5 5 4 
5 1 1 1 1 1 
6 2 1 1 1 4 
7 4 4 4 4 4 
8 4 5 4 4 5 
9 3 3 2 2 3 
10 4 4 2 5 2 
11 3 5 5 4 4 
12 3 3 3 4 2 
13 3 4 3 2 2 
14 4 5 4 2 4 
4) Implemented Conflict resolution strategy in resolving conflict in teams 
Respond to each question by ticking either 1 representing No or 2 – Yes; the conflict resolution strategy 
implemented in your organization to resolve conflict in teams or teams. 
 
Response: 
Respondents Compromising Confronting Collaborating Avoiding Dominating 
1 2 2 2 1 1 
2 2 2 2 1 1 
3 2 2 2 2 1 
4 2 2 2 2 2 
5 2 2 2 2 2 
6 2 2 2 2 1 
7 2 2 2 2 2 
8 1 1 2 2 2 
9 2 2 2 2 2 
10 2 2 1 1 1 
11 1 2 1 1 1 
12 1 2 1 2 1 
13 1 2 1 2 1 
14 2 2 2 1 1 
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5) Impact of conflict resolution strategy on project performance 
Respond to each question by ticking either 1 - Negative or 2 – Positive; the conflict resolution strategy 
implemented in your organization to resolve conflict in teams or teams. 
 
Response: 
 
Respondents Compromising Confronting Collaborating Avoiding Dominating 
1 2 2 2 1 1 
2 2 2 2 1 1 
3 2 2 2 2 1 
4 2 2 2 2 2 
5 2 2 2 2 2 
6 2 2 2 2 1 
7 2 2 2 2 2 
8 2 2 2 2 2 
9 2 2 2 2 2 
10 2 2 1 1 2 
11 2 2 1 2 1 
12 1 2 2 2 1 
13 2 2 2 2 2 
14 2 2 2 1 1 
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Section C 
 
Weighted mean calculations 
 
  
1 2 3 4 5 14 
Strongly 
disagree 
disagree Uncertain Agree Strongly Agree No of Participants 
1) Characteristics of a diverse team in your organization Weighted mean 
Creativity 1 1 0 6 6 4,07 
Knowledge 1 0 0 6 7 4,29 
Motivation 1 0 1 6 6 4,14 
Understanding 0 1 0 5 8 4,43 
Tolerance 1 0 0 10 3 4,00 
Compliment 1 0 1 5 7 4,21 
2) Presence of conflict in development stages of a team. Weighted mean 
Forming 1 3 0 9 1 3,43 
Storming 1 2 0 9 2 3,64 
Norming 1 1 1 10 1 3,64 
Performing 1 0 3 7 3 3,79 
Adjourning 1 2 4 6 1 3,29 
3) Causes of conflict in teams or teams in your organization. Weighted mean 
Differences in perception 1 1 5 6 1 3,36 
Communication breakdown 2 0 2 3 7 3,93 
Lack of coordinating 2 2 2 4 4 3,43 
Differences in belief 2 3 1 5 3 3,29 
Insufficient resources 1 3 1 5 4 3,57 
 
